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direct measures of quality associated with speed of answer in the ISC and
status reports. Since AT&T refuses to use the electronic trouble reporting and
status system we provide to other CLCS, AT&T must pay for the development
and on-going labor and non-labor costs associated with meeting their
expectations. Appendix JS-2 represents the costs associated with meeting

AT&T's unique requirements.

Specificaily, what are you requesting in this section of your testimony?
The First Interconnection Qrder does not require Pacific Bell to develop
a quality management system or provide comparative or performance
standards data to AT&T However, because we measure the level of service we
provid'e to our retail customers and provide that data to the Commission on a
quarterly basis we are willing to adopt similar standards of performance as
appropriate in the CLC market and report the results to AT&T on a quarterly
basis. In addition, where there is no retail comparative. such as pre-ordering,
we will develop performance standards 1o ensure that the service we provide
AT&T is equal in quality to the service provided to ourselves and our affiliates.
Should AT&T prefer the use of its Supplier Performance Management System,
the Commission should find that we are able 1o recover the costs associated
with designing, developing and implementing AT&T's quality system. In
addition, the Commission should rule that agreements reached relating to

service performance are reciprocal in nature.
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Q.21.

SECTION /I REMEDY LIMITS & LIQUIDATED DAMAGES

Is AT&T justified in asking for penalties?
No. The Wﬂus not suggest or require any
penalty or liquidated damages associated with the failure to provide service that

is “equal in quality”.

What constitutes a remedy?

Pacific Bell is willing to negotiate reasonable liquidated damages in the
event of non-performance that are tied directly to the statutory
nondiscrimination obligation, rather than to arbitrary levels of quality desired b!
AT&T. Our recommended measures of performance include remedy .
thresholds listed in Appendix JS-3. Liquidated damages would not be applied
1o either party during the first six months of this conttact . During that time, end
customer requirements will not be easily predictable. New processes in both
companies will not be completely stabilized and service order volumes will be
relatively low. Conseguently, results associated with comparable measures
and performance standards may be somewhat variable and due to low
volumes, for some products, statistically invalid or not meaningful. As activity
levels in the competitive environment begin to ramp up and stability in

processes is achieved, appropriate remedies for non-performance would apply.

How will remedies apply and liquidated damages be dispensed?
Performance will be reported on a monthly basis. Liquidated damages
will apply when performance does not meet thresholds in Residence or

Business classes of service in the defined geography for a specific time frame.
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The interested party shall provide notice of default no later then 30 days
following the date measurements are available.

Remedies shall be applied per the criteria in Appendix JS-3 when default
has occurred and where appropriate notice has been given. Payment of
remedies shall be in the nature of liquidated damages to the non-defaulting
party. Payment of liquidated damages, if any, will be based on comparative
measurements and performance standards in the categories defined in

Appendix JS-3.

What are the comparable geographic boundaries regarding parity and
performance standards spoken to in this contract? .
Comparable service will be measured on a geographical basis. Service
levels vary in Pacific Bell territory due to geographic and demographic
differences in the state. Therefore, to ensure true comparability of service
performance, service results will be assaciated with Pacific Bell's four major
regional areas. These areas (Bay, North, Los Angeles and South) are the
same geographic regions which Pacific Bell currently uses to assess service

performance for its retail channels.

How important are AT&T's forecasts to Pacific Beli's ability to provide
service equal in quality?

Accurate forecasts are very important. To successfully meet the end
user's requirements, staffing and infrastructure are dependent on accurate
forecasting. Pacific Bell has service requirements from a number of CLCs and
thus relies on accurate forecasts. If Pacific Bell ware to receive orders above
the CLC's forecasts, we woulid not have the capability to staff from a cost or

time perspective to meet those requirements until after they materialize. This
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may negatively affect our ability 10 provide service. Absent accurate forecasts,
Pacific Bell should not be held liable for liquidated damages.

Forecasts of monthly volumes from AT&T are required by wire center,
once a quarter for a rolling twelve-month period. The forecast, which will be
used to compare with actual volumes realized, will be the most recent forecast
received at least six months prior to the calendar month being measured.

Appendix JS-3 describes allowable variations of actual volumes and

prescribed remedies should actual volumes be above or below the current

forecast by more than 20 percent.
SUMMARY.

Would you piease summarize your testimony?

1. The Commission should not adopt AT&T's arbitrary, prescriptive
Supplier Performance Management System and the supporting Direct
Measures of Quality (DMOQ) and should not adopt penalties. Neither the Act
nor the Eirst interconpection Order requires us to develop a quality
management system or provide comparative or performing standards data to
AT&T.

2. If the Commission adopts any comparative measures or
performance standards, the Commission should adopt Pacific Bell's suggested
measures of parity set forth in Appendix JS-3.

a)  Pacific Bell measures the level of service provided to its
retail customers and provides those data to the Commission on a quarterly
basis. Pacific Bell is willing to adopt the same standards of performance that

are appropriate in a resale, wholesale and interconnection market and report
the results to AT&T monthly.
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b) Where there is no retail comparative measure, such as pre-
ordering, we will develop performance standards to ensure that the service we
provide AT&T is equal in quality to the service provided to odr affiliates.

3. If AT&T prefers to use its “Supplier Performance Management
System”, the arbitrator should find that Pacific Bell is permitted to recover the
full costs. including the design, development, implementaticn and reporting as
well as all costs associated with meeting AT&T's higher grade of service for
resale, wholesale and interconnection services.

4 The arbitrator should rule that agreements reached relating to
service performance and liquidated damages are reciprocal in nature.

5. The Commission should no} adopt AT&T's penatties.

6. The Commission should endorse Pacific Bell's liquidated

damages, as defined in Appendix JS-3.
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APPENDIX JS-1

Table 1
PERFORMANCE STANDARDS - RESALE/WHOLESALE
PRE-ORDERING/ORDERING (Products: Residence (Basic service) Business (Single/ muiti line, Centrex, PBX trunks) ISON
OESCRIPTION DEFINITION METHOD OF CALCULATION

Customer Service Record 95% | Measures percent of Customer Service
Receipl To Defivery within 4 Records sent ta the CLC within 4 hours of Totat number of CSRg sent within 4 howurs
Hours receiving request and LOA. Total number of CSRs sent x 100
FOC Perfarmance Standard Measures percent of Fam Order
95% Accurate and Comgplete Confirmations that are accusate and T mber £

complete. Total number of FOCs x 100
Firm Order Confirmation 95% Measures percent of Fum Ordet
On Time (Within 4 Hours) Confirmations sent to CLC within 4 haurs of r dhi

receipt of basic exchange order. Total rumber of FOCs sent x 100
Migration Notification 95% Measures percent of Migration Naotifications
Received Within 48 hours sent 10 outgoing CLC within 48 howrs of | Tolal numbe of Nolificakons sent v

receipt of the Migration QOrder. Total number of ifications sent x 100

b ]

LSP PIC Change 95% Measures gercent of PIC changes intiated by
compileted wiltvin 4 hours CLC processed within 4 hours of receipt of n g

order. Total number of PIC changes processed x 100
Service Ocder Discrepancy Measures perscent of Orders initiated by CLC
90% initiated without matresuhadisqepanw‘mediscrepmy i ith di
interruption of the service order | is a resuit of CLC issuance. Totat number of Service Orders issued x 100
flow / business process

STANDAROS NEGOTIATED WATH AT&Y

014384 01




APPENDIX JS-1

MEASUREMENT OF PARITY WHOLESALE/RESALE

Table 2

PROVISIONING (Products Residence (Basic service) Business (Single and multl ine, Centrex, PBX trunks) ISON, LINK]

DESCRIPTION DEFINITION METHOD OF CALCULATION
% instaitation Measures peroent of completed service onders with
1. | Appoiniments Met appoiniments mel i.e work completed by specific Yolal n r )
dale andfar ime negoatialed with customer. Total number of arders completed x 100

Includes; new connects and change orders

% (nstallation Regorts

Measures lrouble reports associated with service
order activity generated within 30 days of activdy.
Measured as a percentage of lotal service orders.

T . .
Total number of completed service orders x 100

includes, Pacific Bell network refated rgubie only.

k]

MEASUREMENTS NEGOTIATED WITH ATAT - PARITY WITH RETAIL BY 4 PACKIC BELL REGIONS. (Los Angeles, Bay, North, South)



APPENDIX JS-1

Yable 3
MEASUREMENT OF PARITY - INTERCONNECTION
PROVISIONING (Products Local interconneclion trunking) '
OESCRIPTION DEFINITION METHOD OF CALCULATION
% Trunk Orders compleled on or | Trunk orders are completed an or belore agreed
1. ] before confirmed due date upon due date. Comparable with feature group 8 | Total number of grders comaleled an time
&0 Tolatl number of arders completed x 100
includes; new connects and change orders
Firm Ocder confumation time Measures percent FOC sent o CLC within
2. | delivery specified time (equivalent lo FG B&D SW Number of EQCs sent
Acess) Tolal nsmber of FOCs set x 100
% Service Request Discrepancy | Measures percent of ISRs initiated by CLC that
3. resull in a discrepancy. The discrepancy is a i ol di
result of CLC issuance. Total number of Service Request issued  x 100

MEASUREMENTS NEGOTIATED WITH ATA&T - PARITY WITH RETAIL BY 4 PACIFIC BELL REGIONS. (Los Angeles, Bay, North, South)
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MEASUREMENT OF PARITY - WHOLESALE/RETAIL

Table 4

MAINTENANCE Products Residence {Basic service) Business (Single and multi ine, Centrex, PBX trunka) ISON, LINK

DESCRIPTION

DEFINITION

REMEDY THRESHOLD

Reports Per
1. | V00 Lines

Measures total number of trouble reparts versus
total access lines in service for comparable Pacific
Beh retail exchange products.

Totat number of knes in secrvice
Inckides; Pacific Be¥ network refated trouble only..

% Mainienance

Measures percent of trguble reports with
appoiniments met. i.e. tiouble cleared by
appointment date and time commiited to the
cuslamer.

[IVRIEN (N

= AR TOLGILS CAN PR | N
Tatal numbert of trouble reports compleled x 100
inchudes, Pacific Bell nelwork related trouble only.

% Repeat

Measures percend of cepeat trouble reports against
sevvices that experienced an initial trouble within the
tast 30 days.

Tatal numbec of repeat trouble feponts
Total number of rauble reports completed x 100

inchudes. Pacific Bell netwark relaled trouble onty.

Receipt To
4. } Clear Duralion

Measures average duration it howss {or Faction
there of) of all trouble reports {rom recel o
resolution of trouble ticket.

e of Tr
Total Number af Trouble repocts

includes; Pacific Bell netwoark related trouble only.

MEASUREMENTS NEGOTIATED WITH ATET - PARITY WITH RETAN. BY 4 PACIIC BELL REGIONS. (Los Angeles, Bay, North, South)

Q145034 01



APPENDIX JS-1

Table $

PERFORMANCE STANDARDS

FORECASTING

DESCRIPTION

DEFINITION

METHOO OF CALCULATION

Requirements accuralely forecast

Forecasts are accurate within 20% +/- in any
caleriar month of the farecast penod

Actual product volumes less forecasted
product volumes divided by forecasted
volumes x 100
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COST ANALYSIS FOR DIFFERENTIATED SERVICE

APPENODIX JS-2

§ Minutes handie time for each poind of status.
Manusl processing time: 25 Minutes

400 Working minutes in a day.

Average daily reports. 108 Reports.

2.5% Repor Rate requirement for 24 howr coverage, 7 day week.

Projeclions based on 100,000 working lines.

PERFORMANCE REQUIREMENTS/ASSUMPTIONS RESOURCES COST
AT&Y using 800 numbier instead of the provided electronic Force required: 4 tnitial Cast
SPEED OF gatewsy and requesting a speed of answer measuwrement.
ANSWER: Additional force Non Labos.  $67,500.00
15 Minute handie time for all iroutite reports. requiced for 24 X 7. 5 {Woark stakion, equipment)
interconnection . . .
Servioes Center Manually answered, manually inpul. Total korce requived: 9 Labor: $1.016,.800.00
Totat Cost: $1,086,300.00
Manual processing time: 15 Minutes.
400 Working minutes in a day.
Tolal force required : 4 Additionat Cost
Average daily reports: 108 Reports (Pec Additionat 100,000 Lines) | Non-Labor: $30.,000.00
(Work slation equipment)
2.5% Report Rate requirement far 24 hour coverage, 7 day week.
Labor: $452.000 00
Projections based on 100,000 working nes Total Cost: $482,600 00
Status required al the following poinis: pending screen, screen Force requiced: 7 irstial Cast
INTERMEMIATE pending dispatch, dispatch, dispatch, trouble cleared. N
STATUS: Additional force Non Labor:  $52.000.-00
AT&YT requests calls at each stalus point. required for 24 X 7. 2 $67.500
Trouble Reports (Waork station, equipment)

Total foroe required: 9 -

Tatal force required : 7
(Pe: Additional 100,000 Lines)

Labor: $702.400-0¢

11.01§.800
Tolal Cosl.  $844.40000
$1.086,300

Additional Cost:

Non-Labor: $52,000.00
(Work station equipment)
Labor: $792,400 .00
Totat Cost: $644 400

014565502
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APPENDIX JS-3
TABLE 1

MEASUREMENT OF PERFORMANCE STANDARDS - WHOLESALE/RESALE

PRE-OROERING/IORDERING (Produrcts:

Residence (Basnc service) Business (single/multiline, Centrex, PBX Trunks) ISON

OESCRIPTION DEFINITION REMEDY THRESHOLD
Cuslomer Service Record Measures percent of Cusiomer Service Recards sent lo CLC | Less than 85% of CSRs are sent
95% Receipl to Delivery WAthin 4 within 4 hours of receiving request and blanket LOA. Applies | within 4 howrs
hours %0 < 20 basic exchange bnes and < 6 Cenlrex knes or PBX

_ lrunks. REMEDY #1
FOC Performance Standard Measures gercent af Firm Order Conficmations that ace Less than 85% of FOCs retumed
95% complete and accurate for accurale and complele. to CLC are accwrate
links or Resale/Wholesale REMEDY #2
Firm Order Confirmation Measures percent af Fiem Order Confirmalions sent to CLC Less than 85% of FOCs are seant in
95% available within 4 hours fpr within 4 hours of receipt of the basic exchange order, Centrtex | 4 hours
ResaieAVholesale and PBX (subject to the restrictions in tem #1 above). REMEDY #3
Migration Notification Measures percent of Migration Notifications sent (o cutgoing | Less than 85% of Migration
95% sent within 48 hours for CLC within 48 hours of receipt of Migralian Order. Notificakions sent in 48 hours
ResaleMholesale _ REMEOY #4
LSP PIC Change Measures percent of PIC changes mitiated by CLC pracessed | Less (han 85% of LSP PIC
95% completed within 4 houwrs for | within 4 hours of receipt of the acder. changes completed within 4 hours
Resale/Molesale REMEDY #4
Service Order Discrepancy: 90% of | Measures percent of Orders intiated by CLC that result in 3 More than 20% of orders submitted
orders issued without matenal discrepancy. The discrepancy is a result of CLC issuance. without matenal errors
errors lor Link or Resale/MWhaolesale REMEDY #5

Liquidated damages, if any, will be applied when perfarmance by one of the Parlies in one or more calegories (alis below the Remedy
Tiweshold(s) and either of the Iallowing criteria are also present: A) The Remedy Threshold has been exceeded for any (hree (3)
conseculive calendar months OR B) the Remedy Threshold has been exceeded for six (6) or mose calendar moniths in any calendar year.

REMEDY #1: 5% of total non - recurring charge for suhsequent service order.
REMEDY #2: 20% of total non - recurring charge.

REMEQY #3: 10% of total non - recurring charge.

REMEDY #4: Credit - PIC change charge.

REMEDY #3: 25% of total non - recurring charge.

(Paid by CLC)

014363601




APPENDIX JS-3
TABLE 2

MEASUREMENT OF COMPARABLE SERVICE - WHOLESALE/RESALE

PROVISIONING (Products Residencs (Basic service) Business (Single and multi fine, Centrex, PBX trunks) ISDN, LINK) |
DEFINITION REMEDY THRESHOLD
% instalation Measures percent of completed service orders with appointments met | When results fall below parity by:
1. Appomtment Met | i.e. work completed by specific date and/or time negotiated with Bus AL /Link 2.9%perceniage
cusiomer. ponts
Res A L. /Lik 1.0% percentage
paials ,
ISON 14.
REMEDY #1
% Installation Measures trouble reports assaciated with servioe order activity When results fall below panity by:
2 Reports generated within 30 days of that activity. Measured as a percentage of | Bus AL /Link 1.5%percentage
total service orders. points
Res Al /Link 1.0%pgew.calage
oinls _
ISDN 3.5
L REMEDY #1

MEASUREMENT OF PERFORMANCE STANDARD - WHOLESALE/RESALE

Customer Not Measures percent of service orders of ordering party or grdering For any order where ordering
1. Ready party’s customer not being ready or prepared on confumed due date partly is not ready on due date,
but Pacific Bell is ready to
complete work.
REMEDY #2

REMEDY #1: Waiver of non-recurring installation charge for the number of ines ordered and not instalted an time OR orders found
to have a Pacific Bell trouble within 30 days after instailation. The waiver wouki be for the amount of orders below
the comparable measurement in retaill within the described (4) Pacific Bek Regions.

REMEDY #2: Charge equa! to non-recurring charge for service ardered. (Paid by CLC)

NOTE: if our ordening and provisioning performance for a given month faits to meet more than one ordering and provisioning Measw e as
described above and on the greceding page, Pacific Bell will be liable only for standard non-recurring charges for the calegory ut kquidated
damages that resuits in the highest amount. Remedies assaciated with comparable measures will apply when the number of orders
received in a given month exceed minimum statistically valid levels.
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TABLE 3
MEASUREMENT OF COMPARABLE SERVICE - INTERCONNECTION
PROVISQNING (Praducts Lacal intecconnection trunking)
DESCRIPTION OEFINITION REMEDY THRESHOLD
Trunk arders completed on Trunk orders completed on or before the When monthly resulls fall below parity by 10%
1 or before the confumed due | commilment date. The Comparative measuwse is
date feature group B & D swilched access. REMEDY #1
Firen Order confirmation time | Measures percent FOC seat to CLC within the When monthly results fall below pavity by 10%
2. delivery specified time (equivalent to FG B&D Sw Access) REMEDY #2
MEASUREMENT OF PERFORMANCE STANDARD - INTERCONNECTION
PROVISIONING (Praducts local interconnection trunking)
Service Order Discrepancy: Measures percent of ISRs inttiated by CLC that Maore than 20% of orders are submitted withaut
3 90% of ISRs issued without resutt in 3 discrepancy. The discrepancy is a result makerial enors
material errors. of CLC issuance.
. REMEOY #3

REMEDY #1: 100% of tatal non - recurring charges for RF+D trunks as specified in CPUC 175-T, Section 6.

REMEDY #2: 20% of tatal non - recurring charges
NOTE: It aur ordering and/or provisioning performance for a given month fails o meet mare than one ardenng and/ar provisioning measure,

as described above, Pacific Bel will be fiable only for the category of liquidated damage that results in the highesl amount.
REMEOY #2: 25% of total non - recurring charges. (Liquidated damages, ¥ any, will be applied when performance by one of the

Pasties in one or mare calegories (alis below the Remedy Threshold{s) and either of the following criteria are alsa present: A) The Remedy
Ttweshald has been exceeded lor any thwee (3) cansecutive calendar months OR 8] the Penaity Limit has been exceeded for six (6) or

mare calendar months in any calendar year).

Remedias assaciated with comparable measures wil agply when the number af arders received in a given month exceed .minimum
stalisticaly valid levels.

Remedies on this page may be assessed to either Party.

0143656 01




APPENDIX JS-3
TABLE 4

MEASUREMENT OF COMPARABLE SERVICE - WHOLESALE/RESALE

MAINTENANCE PRODUCTS: Residence (Basic Service); Business (Singleiultiline, Centrex, PH and Trunk); ISONA.ink

2. | Appointments Met

DESCRIPTION DEFINITION REMEDY THRESHOLOD
Reports per 100 Measures (otal number of trouble reports versus total access When resufts fall betow parity by:
1. | lines lines in service for comparable Pacific Bed retadl exchange Bus AL /ink 10 pefcentage points
products. Res A L MLink 1.0 percetnage points
ISON 1 0
% Maintenance Measuwres percent of trauble reparts with appointments met i.e When results fall below parity by

trouble cleared by the appointment date and time committed to
the customer.

Bus AL. /Link 7.0% per

perceinage points
Res AL. / Link 4.0% parcelnage poinls

ISON 15 0% perceniagepainls
When results fall below parity by:

Measures percent of repeat trouble reports against services that
experienced an initial trouble within the last 30 days.

Bus AL./Link 6.0%

felceinage poinks
Res AL /Link 3.0% percefnage points
ISON 5.0%

% Repeat Reports
3.

Receipt to Clear
4. Duration

Measures average duration in haurs (ar fraction there of) of all
Youble reparts rom receipt to resolution of trouble ticket.

When resuits fall below parity by:
Bus AL./Link 11.0 hours
ResAL./Link 10.0 hours
ISDN TBD

REMEDY: One manth's recurring charges per line out of service within the described (4) Pacific Bell Regions.

NOTE:

will be iiable only for the category liquidated damages that resulls in the highest amount.

If our maintenance performance for a given month fails to meet two or more assurance measures as described above, Pacific Bell
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TABLE S

MEASUREMENT OF PERFORMANCE STANDARDS - FORECASTING

FORECASTING (Products Resale/Wholesale Products excluding Interconnection Trunks)
DESCRIPTION DEFINITION REMEDY THRESHOLD
Link and Resale/MWholesale and Farecasts are accurate within 20% +/- in any When product volumes exceeds or fafls
requicements accuralely forecasl calendar month of he forecast periad below the +/- 20% of the forecast
amaunt

$10.00 per line or trunk for the amounl ordered between 20% and 30% under the forecast
$20.00 per line or trunk for the amounl ordered between 31% and 40% under the forecast
$35 00 per kne or trunk for the amount ordered between 4 1% or mare under the forecast
Wheen volumes for any product exceed the forecast by 2%, all remedies wilt not apply

REMEOY:

The first six manths of this agreement, the forecast remedy threshoids wifl nat apply.

]

"

014563 01
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OPERATOR SERVICES STATUS REPORTS
OPERATOR ASSISTANCE:

1. Pacific Bell Operator Assistance System unavailability - when a
geographic system (DMS) is unavailable to end users for thirty continuous
minutes. This could include natural disasters, switch failure, building
evacuations, cable cuts, civic disturbances, etc. This includes live or
automated call processing. This does pot include short periods of high
answer congestion. The Operator Services Force Management Center
(FMC) will contact Industry Marketing to report the system unavailability.

Industry Marketing will notify all the affected CLCs.

2. Operator Assistance System Estimated Restoral Status - Operator
Services FMC will notify Industry Marketing, within one hour of the system
failure, the estimated restoral time. If no information is available, this will

be reported. Industry marketing will notify all affected CLCs.

3 Operator Assistance System Restoral Notification - Operator Service FMC
will notify Industry Marketing, within twenty minutes that the unavailable
system has been restored and all service is functioning properly. Industry

marketin§ will notify all affected CLCs.

APPENDIX JS-4
1
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DIRECTORY ASSISTANCE:

1. Pacific Bell Directory Assistance System unavailability - when a
geographic system (ACD/OSC) is unavailable to end users for thirty
continuous minutes. This could include natural disasters, switch failure,
building evacuations, cable cuts or equipment failures, etc. (This does not
include short periods of high answer congestion). In analog DA systems
the FMC will activate the 13 A emergency Announcement. The Operator
Services FMC will contact Industry Marketing to report system

unavailability. Industry marketing will notify all affected CLCs.

2. Directory Assistance System Estimated Restoral Status - Operator
Services FMC will notify Industry Marketing, within one hour of the system
failure, the estimated restoral time. If no information is available, this will

be reported. Industry marketing will notify all aHected CLCs.

3. Directory Assistance System Restoral Notification - Operator Service FMC
will notify Industry Marketing. within twenty minutes that the unavailable
system has been restored and all service is functioning properly. Industry

marketing will notify all affected CLCs.

APPENDIX JS-4
2
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4 Directory Assistance ARU Failure - When the automated response unit
(ARU/Audio is unavailable for thirty continuous minutes, the Operator
Services FMC will notify Industry Marketing. Industry marketing will notify

all affected CLCs.

5.  Directory Assistance ARU Estimated Restoral - Operator Services FMC
will provide Industry Marketing an estimated ARU restoral time within sixty
minutes of the failure. Industry Marketing will notify the affect CLCs.
Directory Assistance ARU Estimated Restoral - Operator Services FMC
will notify Industry Marketing, within twenty minutes that the ARU has

been restored and is functioning properly.

CPUC REPORTS TO BE SHARED WITH CLCS

1. Directory Assistance reports prepared when a sysiem falls below 85% of

calls answered within 12 seconds for two consecutive months.

2. Operator Assistance reports prepared when a system falls below 85% of

calls answered within 10 seconds for two consecutive months.

APPENDIX JS-4
3
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